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CACs and CAC Organizations
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CACs and CAC Orgs
Certified Application Counselor (CAC)
• CAC organizations are hospitals, community
health centers, and other community
organizations certified by MassHealth and the
Health Connector.
• Functions performed by CAC organizations are
similar to those that used to be performed by
Virtual Gateway (VG) users: to help guide
clients and patients through the health insurance
application, eligibility, and enrollment processes.
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CACs and CAC Orgs
Steps to Becoming a CAC Organization
• Complete CAC Agreement and other forms.
• Identify Lead CAC Trainer (liaison between CAC org and
MassHealth and the Health Connector).
• Identify prospective CACs, appraise them of CAC
regulations and agreements.
• Submit staff names for CAC training
• Complete online training in Learning Management System
and print CAC Certificate.
• Continue to complete any ongoing training provided by
MassHealth and the Health Connector.
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Summary of Forms
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Summary of Forms
Certain forms need to be used by Certified Application
Counselors (CACs) to authorize and enable them to
assist clients and members appropriately throughout
the process of applying for health insurance.
• CAC Designation Form (CDF)
• Permission to Share Information (PSI)
• Authorized Designation Form (ARD)
• [Voter] Declination Form
Please use the guidelines on the following slides as you
assist individuals with the application process.
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CAC Designation Form
The Certified Application
Counselor (CAC) Designation
Form (CDF) enables CACs to
communicate with MassHealth
and Health Connector staff.
• The CDF gives the CAC
permission to help with
applications, submit
documents on the client’s
behalf, and submit updates to
a person’s case at the specific
direction of the client.
continued….
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CAC Designation Form
• CACs need to complete a CDF for each individual they
are assisting. (A CDF is always a one-to-one authorization
between the client and a specific, individual CAC within
an organization).
• The CDF is located in the CAC Learning Management
System (under “Resources”).
• A CAC Designation form remains in effect indefinitely
unless the client or the CAC terminates the agreement.
Please Note: A CDF does not allow the holder to view
eligibility notices issued by MassHealth or the Health
Connector, but does permit a holder to contact MassHealth
to update/modify an aspect of a person’s case only at the
specific direction of the client.
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Permission to Share Information Form
The Permission to Share Information Form
(PSI) serves as authorization between the
client and a particular organization, or between
the client and a specific counselor. It allows
the holder to view eligibility notices, and to see
and hear information about a person’s case,
with no ability to change any information.
• A PSI can be used in conjunction with a
CDF, since a CDF does not allow viewing of
eligibility notices, but does permit a holder to
update an aspect of a person’s case only at
the specific direction of the client.
continued….
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Permission to Share Information Form
• This form is optional and can only be completed
upon an applicant’s request. MassHealth’s
authority to share information under a PSI form is
valid for, (a) the period identified by the individual
on the PSI form (see Section 5 of the form); or (b)
if the individual does not identify an expiration
date, 18 months (unless terminated earlier by the
individual).
• The PSI form can be found online at
www.mass.gov/MassHealth under “Applications
and Member Forms.”
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Authorized Representative
Designation Form
The Authorized Representative
Designation (ARD) form, (formerly
Eligibility Representative Designation
(ERD) form), is used only in specific cases
and when requested by an applicant.
The ARD allows CACs to act on behalf of
applicants with MassHealth and the Health
Connector in all matters related to their
health insurance eligibility.
• The ARD form is signed by both the
CAC and the applicant and, like the PSI,
is optional and completed only when
requested by an applicant.
• ARDs do not have an expiration date.
continued….
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Authorized Representative
Designation Form
• The authority of an ARD terminates:
o (a) in the case of a representative designated by the
applicant/member (a so-called ARD 1), or an authorized
representative acting on behalf of an applicant or member
who is not capable of designating an authorized rep because
of mental or physical condition (ARD 2):
 upon MassHealth’s or the Connector’s receipt of written
notice of the termination from the applicant/member or the
authorized representative; or
(b) in the case of a representative authorized to act by law
(“ARD 3”), when his or her legal appointment ends.
• The ARD form is located online at www.mass.gov/MassHealth
under Applications and Member Forms.
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Voter Declination Form
A Voter Declination Form is
required every time a CAC assists a
new applicant, or existing member
they are helping for the first time,
with a new application, renewal, or
change of address.
• The CAC is required to ask the
individual if they want to register to
vote.
• The CAC must explain that applying
for or declining voter registration will
not affect their application for health
and dental benefits.
continued….
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Voter Declination Form
• The CAC must fill out the Declination form regardless of
whether the person wants to sign up to vote or not.
• An applicant may decline voter registration because they are
registered somewhere else, or they may simply not wish to
register.
• CACs must not coerce anyone to register or attempt to
influence voting choices in any way.
• The Declination form is retained by the CAC organization for
22 months. A copy of the voter Declination form can be found
in the CAC Learning Management System (under Resources).
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Summary of Forms
In order to improve the customer service
experience, we have developed processes to
more quickly identify what forms are on file (CDF,
PSI, ARD, and the Navigator Designation Form)
as well as the caller's exact status.
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Assister Best Practices

17

Assister Best Practices:
Do’s and Don’ts When Assisting
• MassHealth and the Health Connector wish to
remind all Assisters-- Certified Application
Counselors (CACs) and Navigators (NAVs)--to
remember the following “Do’s and Don’ts” when
assisting applicants.
• Adhering to these recommendations will help
minimize delays in processing applications and
supporting documents.
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Do’s and Don’ts When
Assisting with the Application
#1: DO inform applicants to always provide accurate information.
Always inform applicants about the importance of providing correct
information on the application as information is matched against state
and federal data bases.
#2: DO include only current information.
Make sure that all information on the application is current. (e.g., pay
stubs, employer information)
#3: DO ensure all names on the application match what is on
record.
Make sure that each applicant’s name is identical to how it is shown on
their Social Security card or as it appears on MassHealth’s systems
(where possible).
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Do’s and Don’ts When
Assisting with the Application
#4: DO ensure that the writing on the application is clear and
concise.
• This reduces delays that occur due to illegible information.
#5: DO read and follow the Missing Critical Data (MCD) job aid.
• While all questions on the Application for
Health Coverage and Help Paying Costs
(ACA-2) should be answered, the MCD
job aid provides details for application
questions that are identified as ‘critical
data.’ These questions have to be
answered in order for the application to
be processed.
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Do’s and Don’ts When
Assisting with the Application
#6: DO follow these additional tips regarding specific questions on
the application.
•

ALWAYS make sure all questions are answered. Do not write
N/A, or cross out sections of the application you think are not
applicable. All questions must be answered with a YES or a NO.

•

DO NOT leave Part 3, Current Job and Income information (Page
10) blank, cross it out, or write N/A.
–

ALWAYS answer Question 1 for each household member
that is listed in Part 2. Include Job information for each
household member unless “Not employed” is checked for
Question 1 for that household member.

–

ALWAYS complete the employer’s address in Part 3 (if known); it must be provided.
Please include the ZIP code (if known).

–

ALWAYS provide the Business Name (if applicable) for “Self-employed Income”
(8b/15b).

Tip: For 15c, MassHealth is looking for the Net income; take this information from line
#31 of Schedule C of tax return, if the applicant has it with them.
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Do’s and Don’ts When Faxing the
Application or Documents
#7: DO use the updated, two-page Health Care Mail/Fax
Coversheet:
www.Mass.Gov/MassHealth - Select MassHealth Provider Forms
• ALWAYS use the two-page coversheet
anytime you send applications, forms, or
documentation.
• ALWAYS use a new two-page fax
coversheet for each household.
• ALWAYS read and follow all instructions
on the coversheet.
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Do’s and Don’ts When Faxing the
Application or Documents
• Optional: To identify an applicant/member on the first page of
the two-page Health Coverage Mail/Fax Coversheet, record
either:
o The last four digits of the Head of Household’s Social

Security Number
OR
o Head of Household initials and DOB

• Download the new two-page cover sheet:
www.Mass.Gov/MassHealth - Select MassHealth Provider
Forms
23

Health Coverage Mail/Fax
Cover Sheet
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Do’s and Don’ts When Faxing or
Mailing Application or Documents
#8: DO ALWAYS mail or fax verifications to the address or fax
on the letter requesting the verifications.
If you are not sure where to fax or mail documents, contact the
MassHealth Customer Services Center at 1-800-841-2900.
Please keep in mind:
• Faxing is just one alternative for submitting an application –

electronically at Mahealthconnector.org, mail, by phone, or in
person are the others.
• ALWAYS follow the faxing protocols to ensure a complete

application and any accompanying documents are received for
processing.
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Do’s and Don’ts When Faxing the
Application or Documents
#9: DO follow all of these important faxing tips:
• ALWAYS fax every page of the application, even if doesn’t seem relevant. If a
page is missing, we do not know if it was left out on purpose or by accident.
• ALWAYS copy and fax BOTH SIDES of every page of the application. Copy both
sides, put the pages in order, and put the original (not a copy) 2-page coversheet
on top before faxing. You cannot put a double-sided application into the fax
machine and hit Send. If you do, only one side will be faxed resulting in missing
pages and missing critical information. When that occurs, a letter must be sent
out requesting the missing critical data.
• ALWAYS check to be sure you are using the correct fax number: 617-887-8770.
An incorrect fax number was included in some very early training materials
(August 2013) and publications (early 2014). Always double check to ensure you
are using the correct number.
• ALWAYS allow time for documents to be received and imaged before calling
MassHealth. If faxed, wait at least one business day. If mailed, wait at least five
business days.
continued….
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Do’s and Don’ts When Faxing the
Application or Documents
• ALWAYS make sure your fax machine is properly maintained to be able to fax
correctly. MassHealth recommends testing it once a month in order to check
quality and clarity (the information needs to be legible when we receive it).
• DO NOT photocopy the cover sheet containing the barcode. For barcodes to
work, the sheet with the barcode must be an original, not a copy.
• DO NOT fax ARD, PSI, CAC Designation form or NAV Designation form without
the application if the applicant is new to MassHealth. MassHealth cannot process
the ARD, PSI, or CAC/NAV forms without it.
Note: Existing members’ ARD, PSI, CAC and NAV forms can be processed
without applications.
• DO NOT submit the same application more than once:
Make sure to mail or fax the application, but never do both. Doing both will force
a comparison of applications and all other documentation which will slow down
the determination process.
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continued….

Do’s and Don’ts When Faxing the
Application or Documents
#10: DO ALWAYS check for the correct fax number
An incorrect fax number was listed on the inside front cover of the
Member Booklet for Health Coverage and Help Paying Costs (ACA-1
Packet (Rev. 01/14)) that shipped January 1 through mid-March 2014.
This incorrect fax number also appeared on a slide used in the Certified
Application Counselor (CAC) training materials in September 2013.
Applications faxed to the incorrect number are not received for processing.
We need your help now to fix this.
 The Correct Fax Number is: 617-887-8770
• ALWAYS check all your materials to ensure that only the correct fax
number is being used and communicated to applicants and members
when faxing verifications and applications.
continued….
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Do’s and Don’ts When Faxing the
Application or Documents
• ALWAYS check (and re-check) the fax number and documentation
in all areas of your organization to ensure it is 617-887-8770,
including:
o Training materials or procedural documents/manuals for staff
o Numbers posted near or programmed into fax machines
o Internally developed documents such as brochures, forms,

letters, instructions, or handouts for patients or clients
o Documents posted on websites, stored on computers, or on

network drives
• BE SURE to re-fax to the correct number any application or
documentation that you think may have been faxed to the incorrect
number.
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CAC Communications
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CAC Communications
CACs receive updates from several sources:
• MAhealthconnectorUpdates@state.ma.us: Updates
from MassHealth or the Health Connector regarding
enrollment, eligibility, or other changes
• MAhealthconnectorTraining@state.ma.us: Training
invitations sent to prospective CACs, questions received
about CAC training
• CACImplementation@state.ma.us: Submit CAC
agreements, questions about becoming a CAC
organization
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CAC Communications
Be certain you can receive CAC messages:
• Make sure your email account can receive messages
from these email boxes (and they are not going into your
SPAM or Junk Mail folder)
• If you don’t have regular access to email, ask your Lead
CAC Trainer or supervisor to print and share the
messages
• Messages sent from the MAhealthconnectorUpdates
mailbox are also archived in the Learning Management
System (under Resources)
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Using the Learning Management
System (LMS)
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The LMS as a CAC Resource
The Learning Management System (LMS) is a multi-faceted
tool providing CACs with the ability to:
• Search for courses, job aids, and CAC forms using key words
• Access any course to review or print
• Access archived communications (email from
MAhealthconnectorUpdates)
• Download, and print important CAC forms and legal documents
such as the CAC Designation Form (English and Spanish), Voter
Declination Form, etc.
• Reprint CAC certificates or other completion documents
• Print transcripts of your completed courses
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Using the LMS

• My Courses contains the courses in which you are enrolled
• Continue Training bookmarks your place in your current course
• Catalog lists all available courses
continued….
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Using the LMS

• Find a Course is a search function to help the user locate a
specific course by entering a keyword
• Resources contains all archived emails from 2013 and 2014 as
well as CAC, legal, and training forms
• Message Board contains training updates as well as other
system communications
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continued….

Using the LMS
• Shortcuts to all of these
sections are accessible by
clicking on the green arrow in
the upper right hand corner of
the page
• Email the CAC Training team if
you have any questions about
the LMS or about CAC training:
MAhealthconnectorTraining@stat
e.ma.us
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Questions?
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